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1
AGENT ASSIST DESIGN—AUTOPLAY

FIELD OF TECHNOLOGY

Aspects of the disclosure relate to computer systems.
Specifically, aspects of the disclosure relate to systems and
methods for call response system augmentation.

BACKGROUND OF THE DISCLOSURE

This application relates to leveraging interactive voice
response (IVR) architecture. There are many aspects to IVR.
Many of these aspects relate to providing information for
leveraging IVR hubs for use by call-center agents.

It would be desirable to provide IVR hubs that enable
call-center agents to more accurately and efliciently respond
to mncoming calls. It would also be desirable to leverage
historical call-center experience in later-in-time responses
referenced by call-center agents.

It would be yet further desirable to convert call-center
experience 1nto machine-storable and machine-readable
information for access by the same or other call-center
agents at a later date or time.

SUMMARY OF THE DISCLOSURE

A method for building a library of artificial Intelligence
(Al) files related to an interactive voice response system
(IVR) 1s provided. The method may include using the IVR
to monitor and record a call-center agent-customer nterac-
tion. The monitoring may include using an audio system
and/or a voice-to-text system for receiving an audio file
related to the interaction and rendering said audio file into a
text file.

The method may also include receiving an electronic
instruction to convert at least a part of the interaction into an
IVR workflow. The IVR workflow may include the text file

and/or a plurality of key words.

The converting may use one or more natural language
processing (NLP) algorithms to convert the interaction into
the IVR workilow. Finally, the method may include storing
the IVR workflow 1n the library of Al files related to IVR.

Preferably, the library 1s searchable by querying a text string.

BRIEF DESCRIPTION OF THE

DRAWINGS

The objects and advantages of the invention will be
apparent upon consideration of the {following detailed
description, taken in conjunction with the accompanying

drawings, 1 which like reference characters refer to like
parts throughout, and in which:

FIG. 1 shows an illustrative block diagram of a system for
in accordance with principles of the disclosure;

FIG. 2 shows illustrative apparatus that may be config-
ured 1n accordance with the principles of the disclosure.

FIG. 3 shows an illustrative schematic diagram of a
system according to the disclosure;

FIG. 4 shows an illustrative diagram of an interaction
according to the principles of the disclosure;

FI1G. 5 shows another illustrative diagram according to the
principles of the disclosure;

FIG. 6 shows an illustrative flow diagram according to the
principles of the disclosure; and

FI1G. 7 shows an illustrative flow diagram according to the
principles of the disclosure.
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2

DETAILED DESCRIPTION OF TH.
DISCLOSURE

(L]

FIG. 1 shows an 1illustrative block diagram of system 100
that includes computer 101. Computer 101 may alternatively
be referred to herein as a “server” or a “computing device.”
Computer 101 may be a workstation, desktop, laptop, tablet,
smart phone, or any other suitable computing device. Ele-
ments of system 100, including computer 101, may be used
to 1implement various aspects of the systems and methods
disclosed herein.

Computer 101 may have a processor 103 for controlling,
the operation of the device and 1ts associated components,
and may iclude RAM 105, ROM 107, input/output module
109, and a memory 115. The processor 103 may also execute
all software running on the computer—e.g., the operating
system and/or voice recognition software. Other compo-
nents commonly used for computers, such as EEPROM or
Flash memory or any other suitable components, may also
be part of the computer 101.

The memory 115 may be comprised of any suitable
permanent storage technology— e.g., a hard drive. The
memory 115 may store software including the operating
system 117 and application(s) 119 along with any data 111
needed for the operation of the system 100. Memory 115
may also store videos, text, and/or audio assistance files. The
videos, text, and/or audio assistance files may also be stored
in cache memory, or any other suitable memory. Alterna-
tively, some or all of computer executable instructions
(alternatively referred to as “code”) may be embodied 1n
hardware or firmware (not shown). The computer 101 may
execute the instructions embodied by the software to per-
form various functions.

Input/output (“I/0O”’) module may include connectivity to
a microphone, keyboard, touch screen, mouse, and/or stylus
through which a user of computer 101 may provide input.
The mput may include input relating to cursor movement.
The mput/output module may also include one or more
speakers for providing audio output and a video display
device for providing textual, audio, audiovisual, and/or
graphical output. The mmput and output may be related to
computer application functionality.

System 100 may be connected to other systems via a local
arca network (LAN) interface 113.

System 100 may operate 1n a networked environment
supporting connections to one or more remote computers,
such as terminals 141 and 151. Terminals 141 and 151 may
be personal computers or servers that include many or all of
the elements described above relative to system 100. The
network connections depicted in FIG. 1 include a local area
network (LAN) 125 and a wide area network (WAN) 129,
but may also include other networks. When used 1n a LAN
networking environment, computer 101 1s connected to
LAN 125 through a LAN interface or adapter 113. When
used in a WAN networking environment, computer 101 may
include a modem 127 or other means for establishing
communications over WAN 129, such as Internet 131.

It will be appreciated that the network connections shown
are 1llustrative and other means of establishing a communi-
cations link between computers may be used. The existence
of various well-known protocols such as TCP/IP, Ethernet,
FTP, HTTP and the like 1s presumed, and the system can be
operated 1n a client-server configuration to permit a user to
retrieve web pages from a web-based server. The web-based
server may transmit data to any other suitable computer
system. The web-based server may also send computer-
readable mstructions, together with the data, to any suitable
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computer system. The computer-readable instructions may
be to store the data in cache memory, the hard dnive,
secondary memory, or any other suitable memory.

Additionally, application program(s) 119, which may be
used by computer 101, may include computer executable
instructions for imvoking user functionality related to com-
munication, such as e-mail, Short Message Service (SMS),
and voice input and speech recognition applications. Appli-
cation program(s) 119 (which may be alternatively referred
to herein as “plugins,” “applications,” or “apps”) may
include computer executable instructions for mvoking user
functionality related to performing various tasks. The vari-
ous tasks may be related to iteractive IVR hubs. It should
be noted that, for the purposes of this application, IVR
architecture and/or IVR hubs and/or IVR should be under-
stood to refer to an intelligent front-end/back-end system
that aids an agent and/or entity 1n responding to customer
requests.

Computer 101 and/or terminals 141 and 151 may also be
devices including various other components, such as a
battery, speaker, and/or antennas (not shown).

Terminal 151 and/or terminal 111 may be portable devices
such as a laptop, cell phone, Blackberry™, tablet, smart-
phone, or any other suitable device for receiving, storing,
transmitting and/or displaying relevant information. Termi-
nals 151 and/or terminal 111 may be other devices. These
devices may be identical to system 100 or different. The
differences may be related to hardware components and/or
soltware components.

Any information described above in connection with
database 111, and any other suitable information, may be
stored 1in memory 115. One or more of applications 119 may
include one or more algorithms that may be used to 1mple-
ment features of the disclosure, and/or any other suitable
tasks.

The invention may be operational with numerous other
general purpose or special purpose computing system envi-
ronments or configurations. Examples of well-known com-
puting systems, environments, and/or configurations that
may be suitable for use with the invention include, but are
not limited to, personal computers, server computers, hand-
held or laptop devices, tablets, mobile phones, smart phones
and/or other personal digital assistants (“PDAs”), multipro-
cessor systems, microprocessor-based systems, set top
boxes, programmable consumer electronics, network PCs,
minicomputers, mainirame computers, distributed comput-
ing environments that include any of the above systems or
devices, and the like.

The invention may be described 1n the general context of
computer-executable instructions, such as program modules,
being executed by a computer. Generally, program modules
include routines, programs, objects, components, data struc-
tures, etc., that perform particular tasks or implement par-
ticular abstract data types. The invention may also be
practiced in distributed computing environments where
tasks are performed by remote processing devices that are
linked through a communications network. In a distributed
computing environment, program modules may be located
in both local and remote computer storage media including
memory storage devices. It should be noted that such
modules may be considered, for the purposes of this appli-
cation, as engines with respect to the performance of the
particular tasks to which the modules are assigned.

FIG. 2 shows illustrative apparatus 200 that may be
configured 1n accordance with the principles of the disclo-
sure. Apparatus 200 may be a computing machine. Appa-
ratus 200 may include one or more features of the apparatus
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4

shown 1n FIG. 1. Apparatus 200 may include chip module
202, which may include one or more itegrated circuits, and
which may include logic configured to perform any other
suitable logical operations.

Apparatus 200 may include one or more of the following
components: I/O circuitry 204, which may include a trans-
mitter device and a receiver device and may interface with
fiber optic cable, coaxial cable, telephone lines, wireless
devices, PHY layer hardware, a keypad/display control
device or any other suitable media or devices; peripheral
devices 206, which may include counter timers, real-time
timers, power-on reset generators or any other suitable
peripheral devices; logical processing device 208, which
may compute data structural information and structural
parameters of the data; and machine-readable memory 210.

Machine-readable memory 210 may be configured to
store 1n machine-readable data structures: machine execut-
able instructions (which may be alternatively referred to
herein as “computer instructions” or “computer code™),
applications, signals, and/or any other suitable information
or data structures.

Components 202, 204, 206, 208 and 210 may be coupled
together by a system bus or other interconnections 212 and
may be present on one or more circuit boards such as 220.
In some embodiments, the components may be integrated
into a single chip. The chip may be silicon-based.

FIG. 3 shows an illustrative schematic diagram of a
system according to the disclosure. The system may include
the following three exemplary components—an IVR (cus-
tomer-facing) 302, a cortex 304 and an agent-facing expe-
rience 306.

The IVR 302 systems of the current embodiments may be
configured to operate, at least i part, 1n response to agent
input. The agent may, 1n certain embodiments, invoke work-
flows associated with IVR 302.

Workflows associated with IVR 302 may, in certain
embodiments, entail receiving requested information from a
customer, and responding to the information request. Work-
flows may, 1n certain embodiments, entail responding to an
agent request.

Workflows may, in certain embodiments, entail providing
models for responding to an agent request. For example, an
agent may receive a request from a customer and determine
that the agent 1s aware of an appropriate workflow that can
be leveraged to respond to the customer request. The agent
can then mvoke the workiflow and activate the workilow to
provide a customer response.

In some embodiments of the invention, the system may be
configured to leverage a “best-1it” algorithm to provide a list
of relevant workilows for the agent to mnvoke. The agent (or,
alternatively, the best-fit algorithm, or other suitable match-
ing algorithm) should preferably match the current agent-
customer conversation to an existing worktlow from among
the relevant worktlows.

In some embodiments, this best fit algorithm, or other
similarly-purposed algorithm, may leverage artificial intel-
ligence (Al). The Al may use historical responses to stored
worktlows to determine whether the agent-selected work-
flows are appropriately selected to respond to the current set
ol circumstances.

In other embodiments, the agent may be able to source a
response from one or more other agents. The one or more
other agents may preferably be arranged to interact so as to
provide a customer response through the agent that 1s
directly mvolved with the customer.

It should be noted that the agent that 1s directly involved
with the customer should preferably be provided with a
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mechanism for intervening with the recently-invoked IVR,
to the extent that the agent determines that the IVR
response(s) are either 1) mcorrect or 2) could be improved
upon.

In certain embodiments, the workflow may include an
auto-play function. Such a functlon may preferably mvolve
presenting a preview ol the entire conversation (e.g., in
block diagram, or other suitable, format) from the IVR. Such
a Tunction preferably provides the agent with a preferably
concise preview of the back and forth of the proposed
conversation that 1s anticipated by the IVR. Based on this
preview the agent may either elect to invoke the worktlow
as defined 1n the preview, tune the workilow for the current
customer or abandon the workilow and conduct the call
manually.

In some workflows, there may be opportunities for agent
override triggered throughout the flow. For example, the
workilow may, based on one or more factors, determine that
an opportunity has presented 1tself for the agent to take over
the customer conversation. The factors may include cus-
tomer voice level, customer emotion level, a pause in the
conversation greater than or equal to a pre-determined
amount of time, and/or any other relevant factor.

Alternatively, the workflow may present opportunities to
the agent to take over the conversation based on a pre-
determined time schedule. For example, the workflow may
present override opportunities to the agent at fixed time
intervals such as every 20 seconds, every 30 seconds, every
minute or at any other pre-determined time schedule. In
certain embodiments, as described above, the agent may be
enabled to override the IVR and take over the conversation
at any time.

In order to instantiate the various functions set forth
herein, the IVR preferably interacts with cortex 304. Cortex
304 represents a server or other suitable computer capable of
generating responses to customer and/or agent informational
requests. In addition, cortex 304 may preferably be adapted
for providing audio signals to the customer or agent, as
needed, for responding to requests. Cortex 304 may also
take over activity, iI necessary.

At 306, the agent-facing experience, which may be
embodied as a user mtertace (Ul), 1s shown. Ul 306 may
preferably be leveraged to provide responses to an agent for
use by agent 1n a conversation. Alternatively, UI 306 may be
invoked by the agent to provide responses directly to a
customer. In some embodiments, Ul 306 may be used by
agent to monitor and/or record an agent-customer conver-
sation. Thereafter, Ul 306 may be invoked to convert
customer-agent conversations mmto an IVR worktlow.

In order to convert a customer-agent conversation 1nto a
workilow, there should preferably be, 1n one embodiment, a
strategy 1n place for extracting the successtul (and/or unsuc-
cessiul) responses provided by the agent. Thereaiter, the
successiul (and/or unsuccessiul) responses could preferably
be keyed to terms found 1n the customer utterances. Once the
responses are keved to terms found in the customer utter-
ances, the responses may preferably be retrieved for future
use 1n future agent-customer or IVR-customer interactions.

It should be noted that, in certain embodiments, the
embodiments of UI 306 may preferably provide a screen to
the agent that shows the ongoing record of the entire
conversation with which the agent 1s currently mmvolved.
Thus, 1n certain embodiments, the agent can view a real-time
clectronic record of the conversation in order to avoid
mistakes with similar interactions in the future.

FIG. 4 shows an illustrative diagram of an interaction
according to the principles of the disclosure. At 402, there
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exists an agent/customer interaction 408. The customer
relates that the customer lost its job and then someone
charged the customer incorrectly. The customer needs to file
a claim.

The agent responds at 410. The agent communicates that
the IVR can help with this 1ssue. The agent confirms that the
agent monitors the interaction with the IVR. The agent
turther communicates that the agent i1s available at any time,
and the customer just has to say the word *“‘agent.” This
causes the agent to re-enter the conversation and, preferably,
terminates the participation of the IVR.

At 404, the interaction of the IVR and the customer 1s
shown. The agent 1nitiates the IVR auto-play at 414. Auto-
play may be understood 1n the context of this application to
indicate that the IVR 1s running, at least temporarily, inde-
pendent of human agent intervention.

Thereatfter, the interaction continues between customer
and IVR at 416. At step 418, the IVR/customer interaction
concludes (or achieves some other pre-determined mile-
stone). This conclusion of the mteraction may be triggered
by the system, or manually by the customer. The system-set
trigger may tlow from a time delay in the conversation, a
noticeable change in the tone of customer or any other
suitable trigger. In certain embodiments, the trigger (which
may itself cause the IVR be marked as one for storing in an
Al Iibrary) may include an 1dentification of a certain thresh-
old number of heretofore unused words (or key words) 1n the
interaction.

At 406, an agent/customer conclusion of the interaction 1s
shown. At 420, an enftity side of the interaction 1s handed
back from the IVR to the agent. At 422, the agent may wrap
up the call and ask whether the customer has any more
questions; which provides the customer with the finality he
needs to move on.

FIG. 5 shows another 1llustrative diagram according to the
principles of the disclosure. At 5302, the customer states that
the customer needs to file a claim. At 504, the agent responds
that the IVR 1s equipped to help with the particular customer
request.

At this point, the agent can either 1) activate a workilow,
preferably electronically presented by the IVR, on the
agent’s desktop, as shown at 506, and have the workflow run
independent of constant agent participation or 2) at 508,
activate a worktlow, preferably electronically presented by
the IVR, on the agent’s desktop and maintain control over
the workflow by requmng that the agent gets prompted at
every IVR step prior to the execution by the IVR of the step.

FIG. 6 shows an illustrative tlow diagram according to the
principles of the disclosure. At 602, an agent interaction 1s
conducted with the customer.

Step 604 shows recerving, either, before, during or after
the interaction, an idication from the agent to convert the
interaction into an IVR workflow. At 606, natural language
processing (NLP) may be used to convert interaction into an
IVR worktlow.

At 608, the IVR workflow may be stored mn an IVR
worktlow library. Such a library may be used for later
retrieval 1n future agent/customer interaction whether with
the present agent or a different agent.

FIG. 7 shows an illustrative flow diagram according to the
principles of the disclosure. The flow diagram shows one
method of triggering automatic decisioning as to whether the
system should save a current worktlow to a workilow
library.

At 702, a filter may be used, the filter being implemented
for voice calls preferably using a voice-to-text engine, to
filter agent-customer interactions to determine whether a
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plurality of IVR flashpoints have been identified in the
interaction. IVR tlashpoints may include, for example, such
1ssues as heretofore-unrecorded customer-relevant subject
matter, greater than a predetermined level of emotion (as
determined by, for example, customer voice amplitude) and
agent response thereto, calls originated abroad, etc.

Once 1t has been determined that a threshold number of
IVR flashpoints have been met (preferably within a pre-
determined amount of time), as shown at 704, the system
may direct the IVR, as shown at 706, to use NLP to convert
the current interaction into an IVR workflow. Thereatfter, the
IVR may store the worktlow 1n an IVR worktlow library for
reference by the agent, or by other agents.

It should be noted that the workflow library may be
indexed according to various different types of information.
For example, the worktlow library may be indexed by
keywords, by participants, by subject matter, by timing or by
other suitable relevant information.

The steps of methods may be performed in an order other
than the order shown and/or described herein. Embodiments
may omit steps shown and/or described 1n connection with
illustrative methods. Embodiments may include steps that
are neither shown nor described in connection with 1llustra-
tive methods.

[lustrative method steps may be combined. For example,
an 1llustrative method may include steps shown in connec-
tion with another 1llustrative method.

Apparatus may omit features shown and/or described 1n
connection with 1illustrative apparatus. Embodiments may
include features that are neither shown nor described in
connection with the illustrative apparatus. Features of 1llus-
trative apparatus may be combined. For example, an illus-
trative embodiment may include features shown in connec-
tion with another illustrative embodiment.

The drawings show 1llustrative features of apparatus and
methods 1 accordance with the principles of the invention.
The features are 1illustrated in the context of selected
embodiments. It will be understood that features shown 1n
connection with one of the embodiments may be practiced
in accordance with the principles of the invention along with
features shown in connection with another of the embodi-
ments.

One of ordinary skill in the art will appreciate that the
steps shown and described herein may be performed 1n other
than the recited order and that one or more steps illustrated
may be optional. The methods of the above-referenced
embodiments may involve the use of any suitable elements,
steps, computer-executable instructions, or computer-read-
able data structures. In this regard, other embodiments are
disclosed herein as well that can be partially or wholly
implemented on a computer-readable medium, for example,
by storing computer-executable instructions or modules or

by utilizing computer readable data structures.
Thus, methods and systems for an AGENT ASSIST

DESIGN—AUTOPLAY are provided. Persons skilled 1in the
art will appreciate that the present invention can be practiced
by other than the described embodiments, which are pre-
sented for purposes of illustration rather than of limitation,
and that the present invention 1s limited only by the claims
that follow.

What 1s claimed 1s:

1. Amethod for building a library of Artificial Intelligence
(Al) files related to an interactive voice response (IVR)
system, the method comprising:
using the IVR for monitoring and recording a call center

agent-customer interaction, wherein the monitoring

and recording comprises using an audio system for
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receiving an audio file related to the interaction, ren-
dering said audio file into a text file, and recording the
text file;

recetving an electronic instruction to convert the interac-

tion into an IVR workflow, said IVR workflow com-
prising the text file;

using a natural language processing (NLP) algorithm to

convert the interaction into the IVR workflow:
storing the IVR worktlow 1n the library of Al files related
to IVR, wherein said library 1s searchable by querying
a text string; and
indexing the library of Al related to the IVR system
according to keywords, participants, subject matter and
timing;
based on the storing and indexing, the IVR system 1is
further configured to:
receive a request from a user to interact with the IVR
system:
retrieve, during agent and customer interactions, IVR
worktlows, said workflows comprising responses;
based on the request from the user and said IVR
workilows, mitiate an auto-play interaction for run-
ning the IVR system; and
conclude the auto-play interaction, said concluding
using a system set trigger, the system set trigger
retrieved from the library of Al the system set
trigger operational to conclude the auto-play inter-
action after the IVR system identifies a predeter-
mined time delay in the auto-play interaction;
wherein said concluding further comprises:
severing a connection between a customer and the
IVR system; and
triggering an opportunity for an agent override to
interact with the customer 1n place of the IVR
system.

2. The method of claim 1 further comprising monitoring,
an ongoing interaction for a plurality of IVR flashpoints.

3. The method of claim 2 turther comprising determining,
whether an ongoing agent-customer interaction meets a
threshold number of the IVR flashpoints.

4. The method of claim 3 further comprising delaying
converting the ongoing interaction into the IVR worktlow
until the threshold number of the IVR flashpoints have been
met.

5. The method of claim 3, wherein the threshold number

of IVR flashpoints comprises heretolore-unrecorded subject
matter.

6. The method of claim 3, wherein the threshold number
of IVR flashpoints comprises identification of a call origi-
nated abroad.

7. A method for filtering a plurality of agent-customer
interactions to determine whether one or more of a plurality
ol agent-customer interactions should be stored in a library
of Artificial Intelligence (Al) files related to an interactive
voice response (IVR) system, said method comprising:

recerving an identification of a plurality of IVR flash-

points;

recerving at an IVR system a system set trigger, the

system set trigger associated with the plurality of
agent-customer interactions;

monitoring and reviewing the plurality of agent-customer

interactions;

determining whether one of the plurality of agent-cus-

tomer interactions meets a threshold number of the IVR
flashpoints;
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for each of the plurality of agent-customer interactions
that meets a threshold number of the IVR flashpoints,
direct the IVR to convert the interaction into an IVR
worktlow:

store the IVR workflow and the system set trigger 1n the

library of Al related to IVR;

index the library of Al related to the IVR system accord-

ing to keywords, participants, subject matter and tim-
12,
based on the storing and indexing, the IVR system 1s
further configured to:
receive a request from a user to interact with the
system:
retrieve, during agent and customer interactions, IVR
worktlows, said workflows comprising responses;
based on the request from the user and said IVR
worktlows, 1nitiate an auto-play interaction for run-
ning the IVR system; and
conclude the auto-play interaction, said concluding
using a system set trigger, the system set trigger
retrieved from the library of Al, the system set
trigger operational to conclude the auto-play inter-
action after the IVR system identifies a predeter-
mined time delay 1n the auto-play interaction;
wherein said concluding further comprises;
severing a connection between a customer and the
IVR system; and
triggering an opportunity for an agent override to
interact with the customer in place of the IVR
system.

8. The method of claim 7 further comprising delaying
converting the interaction mnto the IVR workilow until an
instruction 1s received to convert the interaction into the IVR
workilow.

9. The method of claim 7, wherein the plurality of IVR
flashpoints comprises heretofore-unrecorded subject matter.

10. The method of claim 7, wherein the plurality of IVR
flashpoints comprises i1dentification of a call originated

abroad.

11. A system for building a library of Artificial Intell:-
gence (Al) files related to an interactive voice response
(IVR) system, the system comprising;:

a computer for monitoring and recording, as a text file, a
call center agent-customer interaction, wherein the
system comprises a voice-to-text system for receiving
an audio file related to the interaction and rendering
sald audio file into the text file;

an 1put and output system for receiving an electronic
istruction to convert at least a part of the interaction
into an IVR worktlow, said IVR worktlow comprising
the text file;
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a natural language processing (NLP) algorithm for con-
verting the interaction into the IVR workilow;
an auto-play function for presenting a preview ol the
interaction from the IVR to an agent;
a memory for storing the IVR workflow 1n the library of
Al files related to IVR, wherein said library 1s search-
able by querying a text string;
wherein said library 1s searchable to retrieve an electronic
record of an interaction, said searchable to be used in
future interactions;
the IVR system further configured to:
receive a request from a user to interact with the
system:

retrieve, during agent and customer interactions, IVR
worktlows, said workilows comprising response;

based on the request from the user and said IVR
workilows, 1nitiate an auto-play interaction for run-
ning the IVR system; and

conclude the auto-play interaction, said concluded
using a system set trigger, the system set trigger
retrieved from the library of Al files, the system set
trigger operational to conclude the auto-play inter-
action after the IVR system identifies a predeter-
mined time delay 1n the auto-play interaction;
wherein said concluding comprises:

severing a connection between the customer and

the IVR system; and

triggering an opportunity for an agent override to
interact with the customer 1n place of the IVR
system.

12. The system of claim 11 wherein the computer 1s
further configured to monitor an ongoing interaction for a
plurality of IVR flashpoints.

13. The system of claim 12 wherein the computer 1s
further configured to determine whether the call center
agent-customer interaction meets a threshold number of the
IVR flashpoints.

14. The system of claim 13 wherein the computer 1s
turther configured to delay converting the ongoing interac-
tion 1nto the IVR workflow until the threshold number of the
IVR flashpoints has been met.

15. The system of claim 12, wherein the plurality of IVR
flashpoints comprises heretofore-unrecorded customer-rel-
evant subject key words.

16. The system of claim 12, wherein the plurality of IVR
flashpoints comprises i1dentification of a call originated
abroad.
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